Saement of
The Honorable Kenneth M. Mead
Ingpector Generd

Department of Trangportation
Tueday, February 13, 2001
Mr. Chairman and Members of the Committee:

We are pleased to be to here today to discuss arline cusomer sarvice, which is of enormous
importance to the Congress, the Department of Trangportation (DOT), Federd Avidion
Adminigration (FAA), and, mog importantly thetravding public. Today, | will discusstheresuits
of our work and recommendations for improvemert.

AsthisCommitteeiswel aware, Airlinecustomer sarvicetook center gagein January 1999, when
hundreds of passengers were stuck in planes onsnowbound Detroit runwaysfor up to 82 hours.
Fallowing that incident, both the House and Senate conducted hearings and consdered whether
to enact a "passenger hill of rights”  Since the January 1999 incident, the Sate of aviation as
meesured by ddays and cancellaions has worsened. For example, the 10 mgor ar cariers
reported an increase of nearly 19 percent in departure and arrival delays and over 21 percent in
cancdlations between 1999 and 2000. A portion of this increase can be atributed to labor
problems experienced by a least two ar carriers, which disrupted flight schedules.

Falowing hearings after the January 1999 incdent, Congress, DOT, and the Air Trangport
Asodiation (ATA)! agread thet the air carriers should have an opportunity to improve ther
customer sarvicewithout legidaion. To demondratethe Airlines ongoing dedicationtoimproving
ar travd, ATA and itsmember

! The Air Transport Association is the trade association for America's leading air carriers. Its members
transport over 95 percent of all the passenger and cargo traffic in the United States.



Airlines’ executed theAirline Customer
Service Commitment (the
Commitment),® on June 17, 1999.
Each Airline agreed to prepare a
Cudomer Service Plan (Plan)
implementing the 12 provisons of the
Commitmat.

A review of vitd gatigics places the
environment in which we performed
our review in context and shows how
sFious ddays and cancdlations have
become.

The Airlines Commit to:

Offer the lowest fare available

Notify customers of known delays, cancellations, and
diversions

On-time baggage delivery

Support an increase in the baggage liability limit
Allow reservations to be held or canceled

Provide prompt ticket refunds

Properly accommodate disabled and special
passengers

Meet customers' essential needs during long on-aircraft
delays

Handle"bumped" passengerswithfairnessand consistency
Disclosetravel itinerary, cancellation policies, frequent flyeq
rules, and aircraft configuration

Ensure good customer service from code-share partners
Be more responsive to customer complaints

needq

In 2000, over 1 in 4 flights (27.5 percent) were dlayed, cancded or diverted, affecting

goproximatdy 163 million passangas

Not only are there more ddays, but those occurring arelonger. Of thoseflights arriving late,
the average dday excesded 52 minutesin 2000.

Hightsexperiencing taxi-out timesof 1 hour or moreincreased nearly 13 percent (from 40,789
to 45,993) between 1999 and 2000. Of those flights with taxi-out times of 2, 3,4, and 5
hoursor gredter, thelargest percentageincrease occurred inthe 5+ hour category, whichmore

than doubled (from 30 to 79).

2 For the purposes of this statement, Airline or Airlinesreferstothe ATA member Airlines; air carrier refersto

airlinesin general.

3 ATA signed the Commitment onbehalf of 14 ATA member Airlines(AlaskaAirlines, AlohaAirlines, American
Airlines, American Trans Air, America West Airlines, Continental Airlines, DeltaAir Lines, Hawaiian Airlines,
Midwest Express Airlines, Northwest Airlines, Southwest Airlines, TransWorld Airlines, United Airlines, and

USAirways).



Agang this backdrop of
increasing delays and
cancellations, consumer
complants ae do risng. The
2000 DOT Air Travel
Consumer Report disdlosed that
complaints for 2000 increasd
14 percent (20,438 to 23,381)
over complantsin 1999.

DOT ranksflight problems(i.e, ddays, cancdlationsand missad connections) asthenumber L air
traveler complaint, with customer care® and baggege complaints ranked as either number 2 or
number 3. Asdepicted by the chart, 2000 datashow that these three types of complaints account
for 74 percent of dl complaints

Lagt June, weissued an Interim Report® on the 6-month progress of the Airlinesin implementing
thar Flans  The Airlines are just now past the 1-year point in implementing their Flans. We
reported our find resultsin our Find Repart on Airline Customer Sarvice Commitment,? on the
effectiveness of the Commitment and theindividud AirlinePlansto carry it out. Asdirected by the
Wendell H. Ford Aviation Investment and Reform Act for the 21% Century (AIR-21),
our find reportindudesresuitsfor each Airlineand recommendationsfor improving accountahility,
enforcement, and consumer protections afforded to commercid ar passengers

4 Complaints such as poor employee attitude, refusal to provide assistance, unsatisfactory seating, and
unsatisfactory food service are categorized as customer care complaints.

5 Report Number AV-2000-102.

® Report Number AV-2001-020



Our review was conducted between November 1, 1999 and January 17, 2001. During thet time
we vigted and teted implementation of the Commitment provisons a the corporate offices,
resarvations centers, and the various arport faclities of dl 14 ATA Airlines and 3 nontATA
arlines” We deveoped protocols for testing each of the 12 Commitment provisons We
obsarved ar carier operations and tested Commitment provisonsa 39 arports. Thisinduded
obsaving gpproximatdy 550 ddayed and 160 cancded flights, reviewing 4,100 dams for
mishandled baggage, placing nearly 2,000 tdephone calls to resarvations centers, reviewing the
compensationprovided to about 820 passangerswhoweredther voluntarily or involuntarily denied
boarding, and observing the treetment of about 380 disabled or specid needs passengers.

A number of Airline consolidationsarein process. United Airlines has proposed the purchase of
U.S Airways and American Airlines has proposed the purchase of Trans Warld Airlinesand a
portion of U.S. Airways. As a separate review, a the request of the Senate Committee on
Commerce, Scence and Trangportation, we will be looking & the ar carrier merger review
process with particular focus on how trandtiond service disruptions and competitive agpects of
cudomer sarvice are congdered.  Trangtiond sarvice disruptions, such as computer sysem
integration, crew scheduling, and informetion flowswithin companiesand with their customers, can
have agreat impact on cusomer savice,

We are pleased to report that ATA, the Airlines and non-ATA arlines cooperated fully with us
during this review. Also, ATA has indicated that the Airlines are open to continued outside
assessments about how they are progressing in ther implementation of the Commitment, and thet
the Airlineswill support any such effort through the establishment of the necessary internd Aiirline

quality assurance programs.

RESULTS

" AIR-21 requested that our review include non-ATA member airlines. AirTran Airways, Frontier Airlinesand
National Airlines were selected as the three non-ATA airlinesfor our review.
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Ovedl, we found the Airlines were making progress toward meeting ther Customer Sarvice
Commitment and that the Commitment has been aplusfor ar travelers on anumber of important
fronts. Thevaduntary Commitment to cusomer service and the drcumgtances under which it was
entered into are nateworthy because, based on our observations, it prompted the Airlinesto take
the matter of improving customer sarvice more serioudy.

Also, the Airlines generdly were respongve to suggestions made in our Interim Report. But, the
Airlines, arports the FAA and, mog important, the traveling public know the avigtion sygem is
not working wel—theroad ahead islong, and aggressive progresswill bereguired by the Airlines,
arports, and FAA if consumer confidenceisto be restored.

Notwithganding Airline progress Airlines toward medting ther Customer Sarvice Commitment,
we continue to find dgnificant shartfalsin rdigble and timdy communication with passengers by
the Airlines about flight ddays and cancdlations  Further wefind the Airlines Commitment does
not directly address the mogt degp-seeted, underlying cause of cusomer dissatidaction—iflight
ddays and cancdlations, and what the Airlines plan to do about them in the areas under their
contral in theimmediate term.

Action by the Airlines to reduce flight ddays and cancdlaions in the immediate term is critical
because mgor improvementsin providing cgpadity to meet demand, such asnew runwaysand the
fidding of new air traffic contral capacity enhanaing technology, are not going to bein placefor a
least thenext severd years: Soring/summer 2001, when the next mgjor crunchinair trave islikdy

to occur, isjust around the corner.

| would like to provide a more detailled summary of our work with repect to the various
Commitment provisons, the Airlines contracts of carriage, and DOT' s dhility to oversee and

enforce consumer rights



» Provisons for quoting lowest fare, holding nonrefundable reservations, timely
responsesto complaints, and higher pay-outsfor lost baggage. Ingenerd, wefound the
areas where the provisons of the Commitment were working wel and where the greatest
progress was being made were not directly or necessarily associated with whether aflight is
delayed or cancdled:

Quuating the lowest fare, compliance was between 88 and 100 percent of the time for a
fixed itinerary.

Halding nonrefundable reservationswithout pendty, compliancewasbetween 88 and 100
percent.

Timely responses to complaints, compliance was between 61 to 100 percent with
13 Airlines between 93 and 100 percent compliant.

The Airlines supported an increese in the baggage ligbility limit from $1,250 to $2,500
resulting in larger pay-outsfor logt luggege

Over the past year, we ds0 have seen air carriers competing on the bass of cusomer sarvice
through such steps as morelegroom between seats, Sze of overhead baggage compartments,
and deployment of portable passenger check-in gationsto reduce long lines—measuresthat
go beyond actions required by the Commitment.

» Provison regarding properly accommodate disabled and special needs passengers.
The Airlines committed to disclose ther palicies and procedures for asssting Specid needs
passengers and for accommodating the disabled in an gppropricte manner.  Of the 12
Commitment provisons, we found the Airlines disdossd more detailed information to
passengers on this provison than on any other.



Althoughthe Commitment provison addressed disd osngan Airling spoliciesand procedures,
we took gepsto dso detemineif the Airlines and nontATA arlines were properly assding
disabled and specid needs passengers. 1n over 380 obsarvations, we found that the Airlines
and nontATA arlines were properly asssting disabled and spedid needs passengers during
thar time spent a the arport from checking in to boarding the plane. However, it is goparent
from the comments we received from an on-line survey aswel asthe complaints received by
DQT, that the Airlines cannot gpply enough emphasisto thisareg, espedidly by ensuring that
employeesthat asss disabled and specid needs passengers are properly trained.

Ore Airline has atempted to better address the needs of disabled and specid needs
passengershy esablishing anadvisory coundl, whichindudesdisabledindividuas. Oneaf our

recommendationsisthat other ar carriers congder Smilar programs.

Provisons regarding fairness and consstency in “bumping’ practices and prompt
refunds for tickets. Regarding the provison for fairmess and condsency in bumping
practices onflightsthat are oversold, we found anead for improvement. Among other things,
the rules about who gets bumped firgt varied among the Airlines, and the compensdion limit
for thase who are involuntarily bumped is inedequiate and has nat been changed since 1978.
In fact, we found that passengers who volunteer to be bumped stand a good chance of
recalving gregter compensation then passengers who are involuntarily bumped.

As for the provison in the Commitment to provide prompt ticket refunds, which refers to
Federd regulaions in place for over 17 years, our tests a five Airlines showed excdlent
performance. However, four Airlinesand two non-ATA arlineswere dealy defident inthis
areaand need to improve ther processing of ticket refunds.

Provisons that trigger when thereis a flight deay or cancdlation. We found the
cusomer saviceareasmodt in need of improvement arefor those provisonsthet trigger when
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there are ddlays and cancdlaions. One such provison is to keep customers informed of
Odays and cancdlaions, another promises to megt cusomers “essentid” needs during
“extended” on-araraft ddays, and another commiits to making reasonable efforts to return
odayed or mishandled checked baggege within 24 hours

The evidence shows Sgnificant investment and progress by the Airlines toward medting these
Commitment provisons and improvement isevident Snce our Interim Report. Still, thereare
perddent problems  We frequently found, among other matters, untimely, incomplete, or
unreligble reports to passengers about flight Satus, ddays and cancellations asfollows,

Natify Cusomersof Known Delays Cancdlations, and Diversons. In 21 percent of our
obsarvations of nearly 550 flight ddlays nationwide, the flight informetion digdlay sysem
showed the flight as on time when, in fact, the flight had been ddlayed for more than 20
minutes; timdy announcements about the Satus of the dday were meade in the gate aress
66 percat of the time and when daus announcements were mede, the information
provided about the delay or cancdlaion was adequate about 57 percent of the time.
Performancevaried by Airlineand non-ATA arline, with Hubsgenerdly performing better
than non-Hub arports

Meet Cusomers Essentid Needs During Long On-Airaret Delays  All Airdines have
taken sepsto accommodate passengers “essentid” needsduring “extended” on-aircraft
ddays. Whilethere are indances of long onaircraft ddays, we have not seen indances
quite as severe as the 1999 Detrait incident. However, we found thet the Airlines differ
inwhat qudifiesasan*“extended” dday. Thetrigger thresholdsfor thisprovisonvary from
45 minutesto 3hours Wethink it isunlikdy that apassenger’ sdefinition of an* extended”

onarcaft dday will vary depending upon which ar carier they are flying. Therefore,
Airlines should darify what passengers can expect during an extended ontarcraft delay.



- OnTime Baggege Dedivary.  Although the mgority of bags do show up with the
passenger, it is the bags that do not arrivethat cusomersare most concearned about. The
Airlines did not commit to areductionin the number of checked bagsnat arriving with the
passenger.  Ingead the Airlines committed to make every reasonable effort to return
mishendled checked bagswithin 24 hours. During our testing, baggage that did not show
up with the passenger waas ddlivered within 24 hours 58 to 91 percent of thetime. Again,
performance among the Airlines and nontATA arlines varied.

In addition, DOT’s method for reporting mishandled bags in the Air Travd Consumer
Report should be revised to more accuratdly reflect the number of bagsthet do not arrive
with passengars. Currently DOT reports the number of baggage claim reports per
1,000 passengers on domedtic flights. Thisindudes passengerswho did not check bags,
which onsomeflightsmay bemorethen haf the passengers Also, abaggage dam report
can cover more than one mishandled bag. A more accurate method for cdculating
mishandled baggage would be the number of mishandled bags per 1,000 bags checked by

passengers.

Snce ar travders in 2000 sood a gregter than 1 in 4 chance of thar flight being ddayed,
canceed, or diverted, we bdieve the Airlines should go further and address seps they are
taking on matters within their contral to reduce over-scheduling, the number of chronicaly
ddayed and/or cancded flights, and the amount of checked baggage thet does not show up

with the passenger upon arivd.

According to Bureau of Trangportation Satisics (BTS), chronicaly ddayed and/or canceled
flights are those regularly scheduled flights® that arrived a least 15 minutes later then
scheduled and/or were cancded a least 80 percent of the time during asingle calendar

8 A regularly scheduled flight is aflight segment representing a city-pair (e.g., Chicago to Miami).



month. For example, according to BTS data, in December 2000, one flight was ether
delayed or cancded 27 of the 31 daysit was scheduled to operate. Inthiscase, theflight was
delayed or cancded 87 percent of thetime,

Our andyssof BTSdatafoundregularly scheduled flights that were a least 15 minutes
late and/or cancded 80 percent of the time increased from 8,348 to 40,868 (390 percent)
between 1999 and 2000.°

Usng BTSdata weincreassad theamount of arriva ddlay to 30 minutesor moreand identified
dl scheduled flights that, when grouped by individud flight number, were ddayed and/or
cancded at least 40 percant of the time during asingle cdlendar month. Overdl, for cendar
year 2000, we identified over 240,000 regularly scheduled flights that met our criteria
(representing over 10,300 individud flight numbers afecting gpproximatdy 25 million
passengers).

Currertly, the Airlines are required to disdose on-time performance only upon request from
the cusomer. Passengers should not have to ask when meking a resarvation if the flight is
chronicaly ddayed or cancded 40 percant of the time or more; the Airlines should natify the
passenger of thisinformeation without baing asked.

Aidine mitigation meesuresin theabove areaswill not solvethe dday and cancdlaion problem
gnceit is caused by multiple factors, some outsde the Airlines control. Neverthdess, the
Airlines should be doing their part.

For both the short and long term, the Airlines Commitment to cusomer sarvice must be
combined with comprehensive action to increase sysem capadity to meet demand. FAA's

° Our intent is not to attribute the cause of the delays or cancellations associated with these flights to the
Airlines, but to highlight the extent to which such flights are occurring.
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effortsto modernize ar traffic contral through new technology, satellite navigation at arports,
arspace redesgn and, importantly, new runways will be centrd dements in any successful
effort to add capacity and avoid gridiock.

Contract of Carriage. Inour Interim Report, we noted thet the Airlines Commitment, while
conveying promisesof customer service, wasnot necessaxily legdly enforcesble by consumers
unless these protections were d o incorporated into an Airling s contract of carriage, which
iIsabinding and legdly enforcegble contract. In fact, one Airline explicitly sad asmuch iniits
Cugomer Sarvice Plan.

Inour Interim Report, we recommended thet the Airlinesensurethet their contractsof carriage
are changed to fully reflect the benefits efforded by their Flans and the Airlines Commitment
to cusomer sarvice. Our review of the 14 Airlines contracts of carriage showed that as of
January 17, 2001, dl of the Airlines reponded to this recommendeation to Some degree. For

example

Three of the 14 Airlines incorporated the entire text of their Plans into their contracts of
cariage.

Hevendf the 14 Airlinesincorporated the Commitment provison to inform the customer
of ddays cancdlaions, and diversonsinto their contracts of carriage; 8 of the 14 Airlines
incorporated the Commitment provison to meet cutomas essantid needs during
extended on-arcraft ddays

Eleven of the 14 Airlines incorporated the Commitment provison for quating the lowest
fare 12 Airlines incorporated the provisons for holding a nonrefundable reservation for
24 hours and for returning misrouted or delayed baggage within 24 hours; and dl Airlines
incorporated the baggage lidhility limit increase, which is required by Federd regulation.
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Some Airlines have induded additiond Commitment provisonsin ther contract of carriage,

snce our audit was completed.

There were differences anong the Airlines in exactly whet they decided to incorporate, and
we foundinganceswherethe contract of carriage placed limitsonwhet gopeared to beamore
expandve provison inthe Alan. Anaeacf particular concern iswhen an Airlinewill provide
overnight accommodations occasoned by adday or cancdlation. Mogt of the Flans sad
genegrdly that overnight accommodations would be provided if the passenger wasrequired to
day overnight dueto adday or cancdlation caused by the Airling s operations (as defined by
the Airline). However, the contract of carriage for seven Airlines gppeared to limit this to
gtuations such as when a flight was diverted to an unscheduled destination or a flight dday
exceeded 4 hours between the hours of 10:00 p.m.and 6:00 am. Thedrcumdancesinwhich
overnight accommodations will be provided nesds darity so that passengerswill know what

to expect.

Consumer Protection by the Department of Trangportation. Oversght and enforcement
of consumer protection and unfair competition lawsand regulationsaretheresponshility of the
DOT.

We found the resources available to the Department to carry out these respongihilitiesto the
traveing public are serioudy inadeguate—so much so thet they had dedined & the very time
consumer complaintsquadrupled and increasad to record levels—from roughly 6,000in 1995
to over 23,000in 2000. Nearly 20 d&ff are assgned these functionstoday, down from 40in
1985. Urtil this Stuation is changed, the responsible DOT office will not be dde to
sidactorily discharge its consumer protection respongihilities, induding the duties assigned
to it for investigating complaints involving dissbled arline passangers



RECOMMMENDATIONS FOR IMPROVING ACCOUNTABILITY,
ENFORCEMENT AND THE PROTECTIONS AFFORDED COMMERCIAL AIR
TRAVELERS

Over the past year, the Office of Ingpector Generd meadethreerecommendationsto the Secretary
of Trangportation and the Federd Aviation Adminidrationthat weredirected a thecgpadity, dday,
and cancdlation problems, which arekey drivers of cusomer dissstifaction with Airlines These
recommendations are repested below.

Egtablishand implement auniform systemfor trackingddays, cancdlations and ther
causes. Inthefind monthsof the prior Adminidration, aTask Force gppointed by theformer
Secretary made recommendationsto accomplish this. Theserecommendationsill needtobe
implemented.

Deveop capacity benchmarksfor the Nation’stop 30 airports. Thiswill provide a
common framewor k for under ganding what maximum arrival and departureratecan
physcally be accommodated by airport, by timeof day under optimum conditions. A
st of cgpacity benchmarks is essantid in underganding the impact of ar carrier scheduling
practices and what rdief can redigticaly be provided by new technology, revised ar traffic
control procedures, new runways, and rdated airport infrasructure. FAA has committed to
implementing this recommendation.

Develop a drategic plan for addressng capacity shortfalls in the immediate,
intermediate, and long term. These three paints in time are important because the new
runways or airportsor ar traffic control technology thet may bein place 2, 5, or 10 yearsfrom
now hold promisefor thefuture, but offer limited or no bottonHinerdief intheimmediateterm.
Adtionsthat are necessary in the short term may become unnecessary in the longer term with
the addition of, for example, new runways. An immediate issue is scheduling, a peek traved
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times, flights beyond the established physicd capecity of the arport and ar traffic control
sysem under optimum conditions: The dilemmaanindividud Airlinefacesisif it tekesaction
and reducesflights would competitorsfill thosedats, resulting in no changeintheoverdl flight
scheduling & the arport.

New Recommendations

Our report indudes recommendations where we found room for improvement or the need for

corrective action, asfollows.

Department of Trangportation Aviation Consumer Protection. Werecommend aggnificant
increase in the resources dlocated to the Department of Trangportation divison respongble for
consumer protection and a corresponding increese in the oversght and enforcement of lavs and
regulaionsthet protect ar travelers. Resources dlocated for consumer protection have dedined
sgnificantly—al a a time when consumer complants and flight problems have reeched record

highs

Airline Cusomer Service Commitment. For the recommendationsthet follow, Congressinits
consderationof Passenger Bill of Rightsissuesand how to effectuate change hasthe option of first
gvingtheAirlinesthe opportunity to tekeaction within afixed time period to revise, modify, or add
to the Cusomer Savice Commitment voluntarily.  We note thet for dgnificant regulaory
proceedings in 1999, DOT took an average of 3.8 yearstoissuethefind rule’® The Depatment
concurred that corrective action was needed to expedite the pace of itsrulemaking and announced
an action planto do s0. Thisaction plan must dill be implemented.

1. Adoption of Airline Cusomer Service Commitment by all U.S. air carriers.

10 Department of Transportation’ s Rulemaking Process, Report No. MH-2000-109, issued July 20, 2000
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2. Make Airline Cusome Service Commitment provisons enforceable under the
contract of carriageor by regulation, induding the provisonsto offer thelowest fare
for which the passenger is digible; hold or cance a reservation; accommodate
passengers delayed overnight; and meet cusomers essential needs during long

on-aircraft deays.

3. Addacommitment under whichtheAirlinesmug (A) esablish aquality assuranceand
performance measurement sysem; and (B) conduct an internal audit to measure
compliance withthe Commitment and Customer ServicePlan provisons Thequality
assurance systemas wdl asthereaults of the internal audit will itsdf be subject to
audit by the Feder al Gover nment. Twdve Airlineshave dready esablished such asystem
that covers the Commitment inwhole or in part.

4. Commitment Provision - Offer the lowest available fare.

Airlines that have not already done so, offer the lowest fare available for
reservations made, not just through Airline teephonereservations sysems, but
for reservations made at the Airlines city ticket offices and airport cusomer

Service counters.

Our Interim Report suggested that Air linesnotify cusomer sthat lower faresmay
be available through other digribution sysems, such asthe Airlines Internet
sites. On October 20, 2000, DOT issued an order requiring thisto be done, and
in general the Airlinesarecomplying. Further recommendationson thispoint are

not necessary.

2. Commitment Provision - Notify customers of known delays, cancellations, and

diversions.
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AirlinesegablishintheCommitment and their Cusomer ServicePlanstar getsfor
reducing the number of chronically delayed (i.e,, 30 minutes or greater) and/or
canceled flights. This should be a short-term measure only to avoid a repeat of
soring/summer 2000 and not away of avaiding the larger issue of expanding capadity to
meet demand such as through new runway's and technology.

Airlinesshould also provide, through exiging I nter net Stes, theprior month’son-
time performanceratefor each scheduled flight.

Discloseto cusomers, at thetime of booking and without being asked, the prior
month’s on-time performance rate for those flights that have been consstently
delayed (i.e, 30 minutes or greater) and/or canceled 40 percent or more of the

time.

The Office of Aviation Enforcement and Proceedings, in coordination with BTS,
indude a tablein the Air Travd Consumer Report of those flights condgtently
delayed (i.e, 30 minutes or greater) and/or canceled 40 percent or more of the

timefor 3 consecutive months.

The Airlines that have not already done so should implement a system that
contacts passengersprior to arriving at theairport when a known, lengthy flight

delay exigsor aflight hasbeen canceled.
Ensure dday informationisupdated in real-timeon Airlines monitorsand on the

airport mager flight information display monitors, ensurethat gate agentsmake
timdy announcementsregar ding thestatusof thedelay; and ensurethat the best
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known information about the delay, including the cause and estimated time of

departure, isprovided to the passenger s being affected.

Clarify the cusomers rights when put in an overnight Stuation due to deays,
cancdlations, or diversons by making the contracts of carriage congstent with
their Plans. In doing o, weurgetheAirlinesnot to back off accommodationsthey
madein therr Plans. The resson we surfaced thisissue wasthét at leest one Airling, in
its Plan, has dated that the Plan does nat create contractud or legd rights.

5. Commitment Provision - On-time baggage delivery (this provision actually

commits the Airlines to make every reasonable effort to deliver checked

baggage within 24 hoursif it does not show up when the passenger arrives).

Our Interim Report suggested that the Airlines darify that the 24-hour clock
begins upon receapt of the cusomer’s claim, and all the Airlines have done so.

Further recommendationson thispoint arenot necessary.

Strengthen the Commitment to requirethe Airlinesto st performance goalsfor

reducing the number of mishandled bags.

Develop and implement sysemsto track the amount of time dapsed from the
recapt of the cusomer’s baggage claim to time of delivery of delayed or
misrouted baggage to the passenger, including the time from courier to final

delivery to the passenger.

For the Airlines that have not already done so, provide a toll-free telephone
number 0 passenger s can check on the satus of checked baggage that did not

show up on the passenger’sarrival.
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Petition the DOT to calculate the rate of mishandled baggage on the bass of
actual checked baggage (not on the total number of passengers), and the actual
number of mishandled bags (not the number of daim reports).
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3. Commitment Provision - Support an increase in the baggage liability limit.

The Airlinesagreed to increase the baggage liability limit (from $1,250 to $2,500
per passenger) and DOT madetheincreasearequirement of law. Wearemaking

no recommendationsregar ding this commitment.

2. Commitment Provision - Allow reservationsto be held or canceled.

Our Interim Report suggested the Airlines disclose to the consumer that they
have the option of cancding a nonrefundable reservation within the 24-hour
window following booking. All Airlines revised their policies to require such
disclosure.  We are making no further recommendations regarding this

commitment.

4. Commitment Provision - Provide prompt ticket refunds.

Therulesgoverning prompt refunds have been in effect for over 17 years. We
found no need to changether ules, but based on thelevelsof complianceidentified
in our review for some Airlines, we recommend that the Secretary of
Trangportation direct the Office of Aviation Enforcement and Proceedings to
grengthen its oversight and take appropriate enforcement action in cases of

noncompliance.

6. Commitment Provision - Properly accommodate disabled and special needs

passengers.
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Wewould encourage the Airlinesto continuoudy improve the services provided
air travelers with disabilities and special needs, especially for those services
provided at theairport beginning with the check-in process, on to the passenger
Secur ity screening process (especially for thoseair travelersin whedchairs), and

during the boarding process.

Airlinesshould alsoconsder establishingadvisory councils whichincludedisabled
individuals, to help better address the needs of disabled and special needs

passengers.

J

2. Commitment Provision - Meet customers' “essential needs’ during “long” on-

aircraft delays.

TheAirlinesshould darify in ther Planswhat ismeant by an extended period of

time and emergency, 0 passengers will know what they can expect during

extended on-board delays, and ensure that comprehensve cusomer service
contingency plans pecify the effortsthat will be made to get passengers off the
aircraft when delayed for extended periods, either before departure or after

arrival.

4. Commitment Provision - Handle “bumped” passengers with fairness and

consistency.

Petition DOT to amend itsregulation to esablish a uniform check-in deadlineas
to time and place, and require all air carriersto disclose in ther contracts of
carriage and ticket jackets ther policies on how check-in deadlines apply to

passenger s making connections.



Airlineswho hold out that “ volunteer swho give up their seatsto other cusomers
will be compensated equally on the sameflight” should ensurethat all volunteers
on the sameflight are compensated equally.

Petition DOT to increase the monetary compensation payable to involuntarily
bumped passengers. Thelimit has not changed Snce 1978.

Disclose orally to passengers what the Airline is obligated to pay involuntarily
bumped passengers in advance of making offers to passengers to voluntarily
relinquish thelr seats.

DOT darify “fairness and consstency” by defining and providing examples of

what it congder stobe* any undueor unr easonablepr eferenceor advantage” and

“unjug or unreasonablepregudiceor disadvantage” inair carrier priority rulesor

criteriafor involuntarily “bumping” passengers

2. Commitment Provision - Disclosetravel itinerary, cancellation policies, frequent

flyer rules, and aircraft configuration.

Petition DOT to require that each Airline with a frequent flyer program make
available to the public a more comprehensve reporting of frequent flyer
redemptioninformation in itsfrequent flyer literatureand annual reports, such as
the per centage of successful redemptionsand frequent flyer ssatsmadeavailable
in the Airlin€stop origin and degtination markets. Current Airline informetion on
frequent flyer mileegeredemptionsisnot reedily avallableandisvery limitedinthetypeand
amount of information provided. It has limited value to the consumer for purposes of
Oetermining which frequert flyer mileege program to enrall in based on the percentage of
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successful redemptions and frequent flyer seets mede avalddle in the Airlines top origin
and degtingtion markets.

2. Commitment Provision - Ensure good customer service from code-share

partners.

TheAirlinesthat have not already done so should conduct annual inter nal audits

of ther code-share partners compliance with the Commitment.

2. Commitment Provision - Be more responsive to customer complaints.

Overall, the Airlines are taking this commitment serioudy and generally were
regponding substantively to complaintswell within therequired 60-day timeframe.

We are making no recommendationsregar ding this commitment.

Mr. Chairman, thiscondudes my satement. | would be happy to answer any questions you or
other members of the Committee might have.



